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Voice of the Customer (VOC) Issues Management Stakeholder Involvement

Return on Quality

BUS-1 Captures DOE-AL Priorities for

Service Improvements
In order to have a balanced business planning process, BUS obtains feedback regarding
its products and processes from four sources:  Internal Customers, Stakeholders,
Employees and Suppliers.  For example, the Quality Support Office recently conducted
Voice of the Customer/Stakeholder Training with DOE-AL Budget and Finance customers
(BRMD, AFSC, STTD, MRD, etc).  Immediately following the training, BUS personnel
interviewed their DOE counterparts.  Stakeholder comments were compiled and sorted into
themes.  These themes were then prioritized in the areas of importance and satisfaction by
stakeholder customers.   Prioritized themes identified in this survey are represented below
in an Opportunity Map and will be used by BUS-1 management to identify improvement
opportunities.  Jerry Hammond (BRMD) was particularly impressed with BUS’ customer-
focused approach.  Mr. Hammond also commented on how BUS VOC efforts really speak
to new Appendix F requirements to obtain customer feedback.  This is the first effort in
what should become a continuous process of listening to our stakeholders as well as
internal customers, employees and suppliers.

1 .    T h e  p r o d u c t s  p r o v i d e d  b y  L A N L  ( i . e . ,  d a t a ,  r e p o r t s ,  b r i e f i n g s ,  p r o p o s a l s ,  e t c . )  a r e
c o m p l e t e .
2 .    T h e  p r o d u c t s / s e r v i c e s  p r o v i d e d  b y  L A N L  a r e  u s e f u l .
3 .    T h e  i n f o r m a t i o n  p r o v i d e d  b y  L A N L  i s  a c c u r a t e .

4 .    L A N L  u t i l i z e s  e f f e c t i v e  m e t h o d s  f o r  s e n d i n g  r e p o r t s  a n d  i n f o r m a t i o n  t o  D O E .

5 .    I n f o r m a t i o n  p r o v i d e d  i n  t h e  v a r i o u s  p r o d u c t s / s e r v i c e s  I  r e c e i v e  f r o m  L A N L  i s  c o n s i s t e n t .

6 .    L A N L  p e r f o r m a n c e  i s  c o m p l i a n t  w i t h  r e q u i r e d  f i n a n c i a l  p r a c t i c e s .

7 .    L A N L  s u p p o r t s  D O E  i n  a c c o m p l i s h i n g  D O E  g o a l s .

8 .    T h e r e  i s  t e a m w o r k / p a r t n e r i n g  b e t w e e n  L A N L  a n d  D O E  c o u n t e r p a r t s .

9 .    L A N L  i s  f l e x i b l e  i n  r e s p o n d i n g  t o  m y  c h a n g i n g  n e e d s  a n d  r e q u i r e m e n t s .

1 0 .   M y  c o u n t e r p a r t s  a t  L A N L  a r e  r e s p o n s i v e  t o  m y  q u e s t i o n s  a n d  r e q u e s t s  f o r  i n f o r m a t i o n
a n d  a s s i s t a n c e .

1 1 .   C o m m u n i c a t i o n  w i t h i n  L A N L  i s  c o o r d i n a t e d .

1 2 .   L A N L  i s  p r o a c t i v e  i n  r e s p o n d i n g  t o  m y  n e e d s / i s s u e s .

1 3 .   L A N L  k e e p s  m e  i n f o r m e d  a b o u t  t h e  s t a t u s  o f  d e l i v e r a b l e s .

1 4 .   L A N L  c o o r d i n a t e s  w i t h  m e  w h e n  d e a d l i n e s  c a n n o t  b e  m e t .

1 5 .   C o m m u n i c a t i o n  f r o m  L A N L  i s  c o n s i s t e n t  ( c o n s i s t e n t  a n s w e r s  f r o m  v a r i o u s  p a r t i e s )

1 6 .   L A N L  c o m m u n i c a t i o n  m e t h o d s  a r e  e f f e c t i v e .

1 7 .   L A N L  p r e s e n t s  a  p o s i t i v e  a t t i t u d e  i n  c o m m u n i c a t i o n s  w i t h  D O E .

1 8 .   I  c l e a r l y  k n o w  w h o  t o  c o n t a c t  a t  L A N L  w h e n  I  n e e d  i n f o r m a t i o n .

1 9 .   L A N L  d o e s  a  g o o d  j o b  o f  c o o r d i n a t i n g  c o m m u n i c a t i o n s  b e t w e e n  L A N L ,  A L ,  L A A O ,  a n d
H Q .

2 0 .   L A N L  p r o c e s s e s  a r e  c o n s i s t e n t .

2 1 .   D O E  h a s  a n  a d e q u a t e  u n d e r s t a n d i n g  o f  L A N L  p r o c e s s e s

2 2 .   L A N L  d e m o n s t r a t e s  i n i t i a t i v e  i n  s e e k i n g  t o  i m p r o v e  p r o c e s s e s

2 3 .   L A N L  m e a s u r e s  t h e  r i g h t  t h i n g s  a b o u t  i t s  p e r f o r m a n c e .

2 4 .   L A N L  h a s  a  c o o r d i n a t e d ,  u n i f i e d  a p p r o a c h  t o  s e r v i n g  D O E .

2 5 .   I  h a v e  a n  a d e q u a t e  u n d e r s t a n d i n g  o f  t h e  r o l e s  o f  L A N L  c o u n t e r p a r t s /  o r g a n i z a t i o n s .

2 6 .   L A N L  c o u n t e r p a r t s  h a v e  a n  a d e q u a t e  u n d e r s t a n d i n g  o f  t h e  r o l e s  o f  D O E  c o u n t e r p a r t s .
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